& 


Progress: 


ASQC/Gallup Survey 


Employees Speak on Quality in ASQC/Gallup Survey, John Ryan 
(Dec., p. 51) 


Auditing 

Conduct More Effective Audits, Charles E. Bobbitt ur. (Oct., p. 115) 

Get Control of Your Control! Charts, Michaet J. Boccacino (Oct., 
p. 99) 

The Product Parenting Process, Russel Head (May,’p. 101) 


Benchmarking 


_ Competitive Benchmarking: Large Gains for small Companies, 3 


Michael J. Micklewright (June, p. 67) - 
Quality Benchmark Deployment, Roger Swanson a p. 81) 


Communication 
Sharpen Your Communication Skills bestia Quality Concepts, 
Richard J. Konieczka (Dec., p. ™) 


Customer Service 


Achieving Service Quality ished Scott J. Simmerman (Nov., - 


p. 47) 
ASQC Certification Committee Practices What It Preaches, Nlanu Ke 
Vora, Sally M. Harthun, and Ronald G. Kingen (Nov., p. 99) 


Boise Cascade Stakes a Claim on Quality, Dwight Kirscht and 


Jennifer M. Tunnell (Nov.,p.91) 

Company Cares About Customers’ Calls, Barbara A. Cleary (Nov., 
p. 69) 

Distributors in Many Industries Learn a Lesson About Customer 
Service, Michael C. Lyons:and James A. Alexander (Nov., 
p. 109) 

Dun & Bradstreet Conducts Operation Clean Slate, Michael E. Berkin 
(Nov.,-p. 105) 


Get All Employees Involved in Satisfying —— Quentin R. 


Skrabec Jr. (Nov., p. 87) | 
Improving the Quality of Quality, Clifton L. Havener fies: p. 41) 


Internal Service Quality: Winning From the Inside Out, Mary Azzolini 


and James Shillaber (Nov., p. 75) 


The. Joy of Work: Optimizing Service Quality Through Education and 


Training, Kosaku Yoshida (Nov., p. 29) 

Making Customer Service More Than Just a Slogan, Donald L. 
McLaurin and Shareen Bell (Nov., p. 35) 

No More Needless Waiting for Orders, Melissa C. Pratt (Nov., p. 81) 

“No Problem Sir,” Richard Nordtvedt (July, p. 102) 

Rolling Out Red Carpets, Brad Stratton (Nov:, p. 28) 

Success Through Total Quality Commitment, Mahesh Desai (Nov., 
p. 65) 

To Serve ; Customer Is to Touch a Life, Lawrence J. Caldwell (Nov., 
3 p. 117 


Using Quality Function Deployment to inprove Customer Service, | 


Bob Graessel and Pete Zeidler (iNov., p. 59) 
Winning Back Angry Customers, Sinha (Nov., p. 53) 
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Customer-Supplier 
Partners in Performance, John P. Michel (Dec., p. 101) 


‘Data Quality Assurance 
Systematic Planning for Data Collection, Coreen Casey, Vicente 


Esparza, Clinton J. Graden, and Paul J. Reep (Dec., p. 55) 
Using Prevention Techniques, James L. Boteler (July, p. 105) 


Design of Experiments (DOE) 
The Experimentation ars Jeff Knowlton and Ren Keppinger 
(Feb., p. 43) 


Directories 


1993 QA/QC Services Directory, Tricia Kelly (Aug., 0. 24) 
1993 QA/QC Software Directory, Tricia Kelly (March,.p.21) ° 


Education 

Back to the Basics: Science, Math, and Technology, John W. Sinn, — 
Dennis L. Recker, and Kristina Duwve (April, p. 31) 

Quality Assurance Education: The Sabbatical, John P.-Schenck 
(July, p. 69) 

Quality Improvement and Statistical Reasoning, Rick L. Edgeman 
(July, p. 108) 

Quality in American Schools, Verel R. Salmon (Oct., re 73) 

Shaping America’s Future, Julie E. Horine, William A. Hailey, and 
Laura Rubach (Oct., p. 41) ie 

in Education, Franklin P. Schargel (Oct., p. 67) fag 

QI in Postsecondary Education, Jon A. Hittman (Oct., 


TQM and 
p. 77) : 
Transforming Schools, Julie E. Horine, William A. — and Laura 
* 

Environment 


_ Environmental TQM, Phillip E.J. Green (May, p.77) 


Quality Assurance Invades the Swamp, David R: Burrows 7 
(Dec., p. 105) 


Equipment 


Calibration Software (Jan., p. 


Hand-Held, Dimensional, and Variable Gauges (Apri 'p. 93): 
Image Processing (July, p. 120) 


* Image Processing as a Quality Tool, Tirn Picraux (July, p. 113) 


Software Trends in Measurement Systems Analysis; Paul A. Keller q 
(Jan., p. 77) : 

Temperature Compensation Without Temperature Control, Paul. 
Sagar (Dec., p. 71) 

An Update on Hand-Held, Dimensional, and Variable Gauges, Joe 
Scriff (April, p. 87) 


Government 

The Continuing Expedition of Federal Quality: ‘Missionaries, ‘Brad. 
Stratton (July, p. 35)-. 

How the Federal Government Is Reinventing Itself, Brad Stratton 
(Dec., p. 20) © 

How New York Launched a State Quality Award in 16 Months, David 
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TQM and 
p. 77) : 
Transforming Schools, Julie E. Horine, William A. — and Laura 
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Environment 
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* Image Processing as a Quality Tool, Tirn Picraux (July, p. 113) 


Software Trends in Measurement Systems Analysis; Paul A. Keller q 
(Jan., p. 77) : 

Temperature Compensation Without Temperature Control, Paul. 
Sagar (Dec., p. 71) 

An Update on Hand-Held, Dimensional, and Variable Gauges, Joe 
Scriff (April, p. 87) 
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B. Luther (May, p. 38) 


- The State of the States, Karen Bemowski (May, p. 27) 


Total Quality Management in the Public Sector, A. Keith Smith, Part 1 
(June, p. 45), Part 2 (July, p. 57) 

Trailblazers in Reinventing Government, kann Bemowski (Dec.., 
p. 36) 


Health Care 

Health Care’s Multiple Quality, P. Pasternak 
and Joseph A. Berry (Dec., p. 87) 

Improving Health Care on a Tight Budget, Ellen Chesney, Joan 
Dickenson, Anita Lawrence, and Cathy Talmanis (April, p. 25) 


Total Quality Management in an Academic Health Center, Roger L. 


_ Chaufournier and Christine St. Andre (April, p. 63) 


_ What Prevents TQM Implementation in Health Care Organizations?, 


Carol A. Reeves and David A. Bednar (April, p. 41) 


Human Resources | 
Designing an Effective Compensation System, Timothy J. Cleary and 
Michael J. Cleary, Part 1 (April, p. 69), Part 2 (May, p. 97) 


_ A New Era in Manufacturing and Service, Ronaid B. Morgan and 


Jack E. Smith (July, p. 83) 


International 
Qualité a la Francaise, James Lamprecht (June, p. 31): 
Labor Relations 


~Amalgamated Clothing and Textile Workers Union, Jack Sheinkman 


(Sept., p. 57) oy 
Communications Workers of America, Mort Bahr (Sept., p. 59) 
Democracy and Quality as an Integrated System, Sidney P. 

Rubinstein (Sept., p. 51) 


~ A New Era of Labor Relations, Brad Stratton (Sept., p. 50) 


United Auto Workers, Owen Bieber (Sept., p. 61) 


‘United Steelworkers of America, Lynn R. Williams (Sept., p. 63) 


Maicolm Baldrige National Quality Award (MBNQA) 


Ceremony Honors the 1992 Baldrige Award Recipients, Karen 
‘Bemowski (Feb., p. 27) 


_ What Does the U.S. Business Community Really Think About the 
Baldrige Award?, Uly S. Knotts Jr., Leo G. Parrish Jr., and Cheri — 


R. Evans (May, p. 49) 


Management | 

The Culture Factor | be Quality, Ralph L. Liberatore (Cres p. 61) 

Developing a Quality Culture, Jayant V. Saraph and Richard J. 
Sebastian (Sept., p. 73) 

Developing the Quality Organization, James A. Belohlav: (Oct.. 
p. 119) 


‘Differentiating System and Execution Problems, William H. Collins 


and Carol B. Collins (Feb., p. 59) 

Is Your Quality Program Dragging?, Ralph B. Bettman (Oct., p. 105) 

Recipes for Disaster, Marvin Bailey, Gary Bragar, April Cormaci, 
Colleen Murray, and Cal Paranteau (Jan.,p.55) 

Regaining Competitive Advantage Through Leadership, Robert G. 
McGrath (Dec., p. 109) 


* Running:Into a Wall, Faith Ralston (Oct., p. 125) 


Using Policy Management to Implement TQM, K.N. Anand, J.N. 
Bhoraskar, and’R.N. Mulye (Oct., p. 


Manufacturing 

Plastic Injection Molding Presents Unique Quality Challenges, 
Robert J. Grubb (May, p. 63) 

War With Defects and Peace With Quality, Basile A. ‘Deniesott (Sept., 
p. 97) : 


Motivation 
The Competitive Myth, William F. Fechter (May, p. 87) 
Quality; — Style, Karen Bemowski (Feb., p. 65) 


NASA Award 
We NASA’ s Low Award Recognizes High Quality, Suzanne Pune 


‘ 


(Feb., p. 33) 


National Quality Month (NQM) 


Quality: Canadians’ Shared Mission, William E. Bradford (Oct., p. 27) 

The Quality Forum IX: Breaking With Tradition, Karen Bemowski 
(Dec., p. 44) 

The Secret to Fidelity’s Success, Karen Bemowski (June, p. 25) 

Take Advantage of Technology, Edward C. Johnson 3d (Oct., p. 23) 


Performing Arts 
Total Quality Management in the Perlorthing Arts, Samuel C. Welch 
(Jan., p. 31) 


Problem Solving | 
Closed-Loop Corrective Action, Tint Erin (Jan.,.p. 51) 
A Quality Harvest, Lowell Jay Arthur (April, p.81) ~ . 


Process Capability 
Designing Process Capability Studies, er C. — (July, 
p. 31) 


Process Improvement 


Creating Robust Work Processes, Ronald D. Snee (Feb.. 0. a 

A High-Involvement Redesign, Tom Christensen (May, p. 105) 

Internal Certification: The Key to Continuous Quality Success, Sam 
P. Black (Jan., p. 67) 


Quality Circles 
The History of the Quality Circle, Izumi Nonaka (Sept., p. 81) 


Quality Profession 


Forecasting the Future of Quality, Suzanne Axland (Feb., p. 21) 
Quality Progress 1993 Salary Survey, Karen Bemowski (Sept., p. 27) 


Sales and Marketing . 

Implementing Quality in a Sales Organization, James W. Cortada 
(Sept., p. 67) 

Toward Total Quality Marketing, Jill Phelps Kern (Jan., p. 39) 

Where Will You Get Your Next Sale?, Barry |. Ptashkin (May, p. 7T) 


Self-Improvement | 

Are You a Total Quality Person?, Craig Nathanson (Sept., p. 117) 

Using Personal Checklists to Facilitate TQM, Hesty¥. Roberts (June, 
p.51) 


Service Quality Assurance 


Changing Service Quality in America, Bruce M. Sheridan (Dec., p. 97) _ 


Shewhart Medal Acceptance Speech 
Imorove Quality With Analytics, Gerald Hahn (Oct., 
p. 83) 


Software Quality Assurance 


Building Software Quality Into Telecommunications Network 
Systems, J.L. Pete Pence and Samuel E. Hon Ill (Oct., p. 95) 
TQM in Software Development Organizations, Jacklyn Powers (July, 

p. 79) 


Special Report 

A Few Words About The Last Word, Brad Stratton (Oct., p. 63) 

Keep on Keeping On, Tricia Kelly (April, p. 19) - 

New Journal Seeks to Prove That Quality Makes a Difference, Brad 
Stratton (May, p. 45) 


_And Then There Were Two, Brad Stratton (Jan., p. 27) 


Standards 
How to Survive ISO 9000 Surveillance, George Dzus and Edward G. 
Sykes Sr. (Oct., p. 109) : 


One World, One Standard, Les*Schnoll (April, p. 35) 


Quality Standards for Laboratories, John W. Locke (July, p. 91) 
Updating the ISO 9000 Quality Standards: Responding to 
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Marketplace Needs,‘ lan G. Durand, Donald W. Marquardt, 


Robert W. Peach, and James C. Pyle (July, p. 23) - 
Statistical Process Control (SPC) 


Are Acceptance Sampling and SPC Complementary or 
Incompatible?, Victor E. Sower, Jaideep Motwani, and Michael J. 
Savoie (Sept., p. 85) 

Process Control for Short and Small Runs, Thomas Pyzdek (April, 


51). 
Six Sigma Quality Programs, Fred R. McFadden (June, p. 37) 
SPC in Printed Circuit Board Assembly, J. G. Dobbins and W.J. 
Padgett (July, p. 65) 


- Statistical Quality Control Applied to Lumber Drying, Robert G. Maki 


and Michael R. Milota (Dec., p. 75) 


Statistics 
The (k; , Ko ) Game, Richard J. Burke, Robert D. Davis, and Frank C. 
_ Kaminsky (Feb., p.49) . 


Teamwork 

Eliminate Shop-Floor Defects With Cross-Level Teamwork, K.N. 
Anand (July, p. 45) 

How to Use Process Improvement npsting Charles N. Weaver (Dec.., 
p. 65) 

Uncommen Common Sense, Katherine A. Wacker (July; p. 97) 


Tools of Quality 

The Eighth, Ninth, and 10th Tools of Quality, Kamran Parsaye and 
Mark H. Chignell (Sept., p. 109) ~ 

Harnessing the Power of the Pareto Principle, Marti Bemjamin and 
James G. Shaw (Sept.,p. 103) 

How to Turn Concepts Into Action, Gregg D. Stocker (Jan., p. 45) 

The OCAP: Predetermined Responses to Out-of-Control Conditions, 
John P. Sandorf and A. Thomas Bassett Ill (May, p. 91) 


Total Quality Management (TQM) 
2021: A Russian Odyssey, Dave Abell (May, p. 67) 


Déja Vu: TQM Returns to Detroit and Elsewhere, Thomas R.. 


Stuelpnagel (Sept., p. 91) 


Does Total Quality Management Equal Organizational Learning?, - 


James W. Barrow (July, p. 39) 
Integrating Product and Process vey. Gregory Hohner (May, 


p. 55 
A New Name for a Not-So-New Doncapt John T. Burr (March, p. 87) 


TQM: Leadership for the Quality Transformation, Richard S. 
Johnson, Part 1 (Jan., p. 73), Part 2 (Feb., p. 55), Part 3 (March, ~ 


p. 91), Part 4 (April, p. 47), Part5 (May, p.83) 

TQM: The Only Source of Sustainable Competitive Advantage, 
Richard D. Spitzer (June, p. 59) 

Valuing TQM Through Rigorous Financial Analysis, Richard D. 
Spitzer (July, p: 49) | 


Training 

Cascading Quality iecadig the Training Process, Gerard R. Tuttle 
(April, p. 75) 

Instructional Process Control, Robert D. Zaciewski (Jan., p. 61) 

To Train or Not to Train?, David T. Yoest (July, p. 73) 


Regular Features 


Book Reviews 


ANSI/ASQC Q90/ISO 9000 Guidelines for Use by the Chemical and 
Process Industries, ASQC Chemical and Process Industries 
Division (May, p. 245) - 

At the Service Quality Frontier: A Handbook for Managers, 
Consultants, and Other Pioneers, Mary M. Losardo and Norma 
M. Rossi (Nov., p. 147) 

Basic Statistics for Laboratories: A Primer for Laboratory Workers, 
William D. Kelly, Charles Nenadic, and Thomas A. Ratliff Jr. 
(April, p.126) 

s Guide to Quality in Manufacturing, Michael Tedaldi, 
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Fred wil Vincent Russotti (Jan.,p. 100) . 
Closing the Quality Gap: Lessons From ll s Leading 
Companies, Alexander Hiam (Oct., p. 161) 


‘Completeness: Quality for the 21st Century: Philip B. Crosby (July, 


p. 157) 
Computers in Manufacturing, David A. Turbide (June, p. 96) 
Concurrent Engineering and Design of Manufacture of Electronic 
Products, Sammy G. Shina (Aug., p. 174) 


Concurrent Engineering: The Product Development Environment for 


the 1990s, Denald E. Carter and Barbara Stilwell Baker (Oct., 
p. 165) £ 

Data Quality: Management and Technology, Thomas C. Redman 
(Oct., p. 161) 

Delivering Knock Your Socks Off Service, Kristin Anderson and Ron 
Zemke (Jan., p. 100) 

Firing on All uareion: The Service/Quality System for High-Powered 
Corporate Performance, Jim Clemmer (July, p. 157) 

Fundamentals of Quality Control, Lawrence G. Picard Sr. (July, 
p. 158) 


__ Golden Rule Management: Give Respect, Get Results, Stephen J. 


Holoviak (Nov., p. 147) | 
Guide to Reliability Engineering: Data, Analysis, Applications, 
implementations, and Management, C. Sundararajan (June, . 
p.91) 


How to Make the Most of Every Audit: An Etiquette Handbook for 


Auditing, Charles B. Robinson (May, p. 242) 

Human Resource Development in Japanese niehgecalea Hideo 
Inohara (May, p. 242) 

Internai Audit Sampling, Barbara Apostolou and Francine Alleman 
(April, p. 126) 

IQA-2: Continuous Performance Improvement Through Integrated 
Quality Assessment, Kathleen R. Ciccoen and Jonathan T. Lord 
(Nov.,.. 147) 

ISO 9000: Preparing for Registration, James Lamprecht CORE; 
p. 165) 

Law and the Internal Auditing Profession, James Scott Fargason 
(Aug.,.p. 174) 

A Leader's Journey to Quality, Dana M. Cound (June, p. 97) 


_ Managing Knock Your Socks Off Service, Chip R. Bell and Ron 


Zemke (Dec., p. 145) ; 
Measuring, Managing, and Maximizing Performance, Will Kaydos 
(Aug., p. 174) | 


” Meetirig ISO 9000 in a TQM World, Allan J. Sayle (Sept., p. 161) 


Optimization and Variation Reduction in Quality, Wayne A. Taylor 
(Feb., p. 109) | 
Process Innovations: Nieangiiaiininn Work Through Information 
Technology, Thomas H. Davenport (Nov., p. 151) 3 
Prophets in the Dark: How Xerox Reinvented Itself and Beat Back the 
Japanese, David T. Kearns and David A. Nadler (Sept., p. 161) 
Pursuing Total Quality: 101 Logical Ways to Improve Quality for Your 
Customers (Without Hiring a Guru, Attending Countless 
_ Meetings, or Spending Thousands of Dollars), Dick Schaaf and 
Margaret Kaeter (Dec., p. 145) 


- Quality 2000—Management for Success, Frederick Warner (Dec., 


p. 145) 

Quality Education, Gary Rinehart (Oct., p. 161) | 

Quality Management: Implementing the Best Ideas of the Masters, 
Bruce Brocka and M. Suzanne Brocka (Sept., p. 161) 

The Quality Secret: The Right — to Manage, William E. Conway 
(July,.p. 158) 

A Quality System for Education, Stanley J. Spanbauer (May, p. 245) 

The. Quality Team Concept in Total Quality Control, Jonn M. Ryan 
(Sept. 5: 162) 


“Reliability Engineering Handbook, Volume 1, Dimitri | 


(March, p. 128) ~ 
Report Writing forinternal Auditors, Angela J. Maniak (June, p. 95) 
Root Cause Analysis: A Tool for Total Quality Management, Paul F. 
Wilson, Larry D. Dell, and Gaylord F. Anderson (Sept., p. 161) 
The Simplified Baldrige Award Organization Assessment, Donald L. 
Fisher (Dec., p. 145) 


_ SPC Using Lotus 1-2-3, Steven M. Zimmerman and Robert N. 


Zimmerman (July, p. 159) ; 
Statistical Process Control and Company-Wide Improvement, Nevin 


3 


McMillen (June, p. 96) 


Strategic Technology Management: Systems for Products and 


Process, David |. Cleland and Karen M. Bursic (March, p. 128) 

A Systems Approach to Quality Improvement, William F. Roth Jr. 
(Aug., p. 175) 

Total Quality: A Textbook of Strategic Quality Leadership and 
Planning, K.D. Lam, Frank D. Watson, and Stephen R. ‘Schmidt 
(May, p. 243) 

Total Quality Management, Kenneth J. Kiser and Marshall Sashkin 
(Feb., p. 109) 

Total Quality Management: The Key to Business Improvement, 
edited by Chris Hakes (April, p. 126) 

Total Quality Management: Three Steps to Continuous Improvement, 

_ Arthur R. Tenner and Irving J. DeToro (Aug., p. 175) 

“» TQM: Leadership for the Quality Transformation, Richard S. Johnson 
(Dec., p. 147) 

Zapp! in Education, William C. Byham (Nov., p. 151): 


Executive Summary 

Defining a common goal, H. James Harrington (Jan., p. 99) 

Using the Malcolm Baldrige National Quality Award for improve- 
ment, Donald L. Nordeen, part Il (March, p. 96), part Ill (May, 
p. 241) | 

Reflections on our off-site planning meeting, Gregory H. Watson 
(July, p. 14) 

Communicating our quality management site mie Jeffrey S. Close 
(Sept., p. 25) 

~ Making total quality management work, Dilap G. Saraf (Nov., p. 26) - 


News 
January | 
A Picture-Perfect Quality. Relationship (p. 16) 


DOE Clearinghouse Has 800 Number (p. 16) 
Census Will Count Millions of Business Firms (p. 18) 


-. IBM Makes Multimillion-Dollar Investment in U.S. Schools (p. 18) 


* What to Look for in Lead Assessor Training (p. 21) 
Industrial Bill of Rights (p. 23) 

Manufacturing Execs Favor Reengineering (p. 23) 

‘ NIST Issues QA Standards for DNA Profiling (p. 24) 
Program to Examine What Americans Are Made Of (p. 25) 


February 
- IBM Employees Submit Ideas Electronically (p. 14) 

Dow Promotes Employee Satisfaction (p: 14) 3 
NTTC Increases Access to Federal Research (p. 16) 
Survey Measures Superintendents’ Interest in TQM (p. 17) 
New Services for 1993. (p. 
Xerox Offers Waste Réduction and Recycling Guide (p. 18) 
Intecolor Increases Yields and Productivity (p. 18) | 


March 

Collaboration: ai in the Same Direction (p. 13) 

Steering Committee Offers Recommendations (p. 13) 

GEMI Unveils Environmental Self-Assessment Program (p. 14) 
Markets, Expectations Outpace U.S. Manufacturing: Study (p. 14) 
Customer Service Affects Cash Flow (p. 14) | 

Magazine Offers Quality Award for Home Builders (p. 17) 

Catalog of Literature Available (p. 18) 

Koalaty Kid Conference in April (p. 18) 


/ 


April 
Don’t Make Hotel Gisests Wait for Their Rooms (p. 12) 
Communication Is Priority at GM (p. 12) 


The Big Three Eliminate Auditing Redundancies (p. 13) ‘ 


ISO 9000 Support Group (p. 13) 

European Master's Degree in TQM (p. 14) 

The Good, the Bad, and the Ugly (p. 14) 

Adding Education and Health Care to the Baldrige Award (p. 14) 
Cost Cutting Jeopardizes Business Development (p. 14) | 


May 
Architects Are Learning the ABCs of TQM (p. 20) 
Golomski Named Honorary Member of ASQC (p. 20) 


Fidelity Investments Leads NQM’s Campaign (p. 20) 
Senior Sales Managers Affect Quality Efforts (jp. 22) 
Managing Data Improves Quality (p. 22) 


_ Profits vs. Quality (p. 25) 


June 


~ Spirit of the Forest (o. 16) 
- Safety Is No. 1 With Sonoco (p. 16) 


Report Card for Health Care (p. 18) 

Nurses’ New Patient: A College (p.19) 

VIEW Helps Managers Hit the Mark (p. 20) 

Guidelines Available for Engineering and Construction Industry 


(p. 20) 
News From NIST (p. 20) 
California 1 Companies Study Continuous Quality Improvement (p. 22) 


July 

IRS Team Recoups Billions From Nonfilers (p. 16) 
Middle Managers Can Inhibit TQM, Says Study (p. 16) 
Quality: South of the Border (p. 18) 

Certifying Railroads (p. 18) 

New Grants Program (p. 19) 

Newsletter Features Standards Activities (p. 20) 
Survey Shows High Failure Rate for ISO 9000 (p. 20) 
Directory Lists 900 Testing Labs 


August 

Postcards From Employees (p. 14) 
New Health Care Legislation Includes Cutie Updates (p. 14) 
Australian Quality Groups Unite (p. 16) 

U.S. Air Force Teaches Quality Principles (p. 18) 

FedEx’s 20 Tips for Implementing a Quality Program (p. 20) 
76 Companies Apply for Baldrige Award (p. 23) 


September 

Releasing Cash Tied Up in Inventory (p. 16) 

Physicians Step Up to Quality Challenge (p. 19) - 

U.S. Engineers Work With Japanese Manufacturers (p. 20) 

Manufacturing Sector Lags in Reengineering (p. 22) 

ISO 9000: More Questions, More Answers (p. 22) 

Baldrige Award Recipients to be Named at The Quality Forum 
(p. 24) 


_ October \ 


U.S. Energy Secretary Leads Department's Quality Initiative (p. 12) 
Examiners Needed for 1994 Baldrige Award (p. 12) -. 

Howard County Introduces Quality Into Its Government (p. 15) 
Survey Names High-Quality Media (p. 18) ° | 

Internal Auditors Start Benchmarking Service (p. 19) 

Don't Fall Into These Customer Satisfaction Measurement Traps 


(p. 21) | 


November 

Message to Insurers: Reform or Be Reformed (p. 18) 
Clinton Makes Strategic Planning Mandatory (p. 21) © 
Commitment to TQM Seen as Critical(p.21) = _ . 
FQI Has New Director (p. 22) 

More U.S. Manufacturers Familiar With ISO 9000 (p. 22) 
North American Conference Set (p. 24) | 


” Managers Are Key to Quality Circle Success (P. 24) 


New QP Staff Member (p. 24) 
Quality Courses on Cable (p. 24) 


December 

Investment in Baldrige Award Winners Yields 89.2% Gain (p. 12) 

Corporate Leaders Are Not Ready for Changes (p. 12) 

Whirlpool Goes Global for Its Quality Conference (p. 14) 

Easy Access to New Products From Federal Research Programs 
14 

Employee Involvement Linked to Quality Gains (p. 14) 

The Gallup 800 Survey: Customer Satisfaction Revolution (p. 16) 

ISO 9000 Satellite Broadcast (p. 17) 

Companies Pressured to Comply With ISO 9000 (p. 17) 

1994 Baldridge Award Materials Are Now Available (p. 20) 

Reward Support to Quality Efforts (p. 20) 
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One Good Idea 


_ Versatile Visual Aids, Robert D. Zaciewski (Jan., p. 112) 

Cp, Dart Charts: An Easy Way to Track Continuous Improvement, 
John Buckfelder and Jon Powell (Feb., p. 120) 

Procedures: Prepare Them Right the First Time, Steven M. Lulis 


(March, p. 144) 


. TQ Scramble: A Participatory Process That Works for Teams, ony 


Berthelot (April, p. 136) 


_ The Fact Summary, Rob Parsons (May, p. 256) 

- The Communicate-Listen-Act System, Noel Flynn nea p. 112) . 

Sticking With Flowcharts, Leland R. Beaumont (July, p. 168) 

Get Quality Meetings Buzzing; Hedy G. Abromovitz (Aug., p. 184) 

Use the Weather Page to Teach Histograms, Jerry A. Fuller and 
Marisa W. Palkuti (Sept., p. 176) 

An Alliterative Approach to en and Reward, Ron Baltz 


(Oct., p. 176) 


Employees Provide Supervisors With Feedback, Gerard R. Tuttle 


- and Richard |. Lester (Nov., p. 160) 


Is Your SPC System Working Well?, Raphael Costa and Marcello 


Eduardo Rodrigues (Dec., p. 160) 


Qualityware (columns by John A. Clements) 
The Computer Revolution of Microsoft Windows: A Look at Its Effect 


on Quality Computing (March; p. 104) 


Quality Improvement Using Windows Spreadsheets (June, p. 78) 
Quality Data Entry Made Easy With Windows Dialog Boxes (July, 


p. 127) 


Real: Time Data Using Computers (Aug., 


p. 131) 


Statistics Corner (columns by Bert Gunter) 

Fitting a Line to Data, Part 3 (Feb., p. 81), Part 4 (April, p. 99) 

A Trio of Statistical Double Takes (June, p. 84) 

Choosing and Using Statistical Software, Part 1 bad p. 135), Part 2 


(Oct., p. 139), Part 3 (Dec:, p. 125) 
Video Reviews 


Managing Medical Quality, Quality Visions, Inc. ten p. 101) 

Using the Malcolm Baldrige National Quality Award Criteria to 
“Improve Your Company, Eastman Kodak Co. (Feb., p. 109) ' 

ZAPP! The Video, Development Dimensions International (March, 


p. 128) 


Abell, Dave (TQM) 

Alexander, James:A. (Customer Service) - 
Anand, K.N. (Management, Teamwork) 
Arthur, Lowell Jay (Problem Solving) 


Axland, Suzanne (NASA Award, Quality esses 


Azzolini, Mary (Customer Service) 

Bahr, Mort (Labor Relations) 

Bailey, Marvin (Management) 

Barrow, James W.(TQM) 

Bassett Il], A. Thomas (Tools of Quality) 
Bednar, David A. (Health Care) 

Bell, Shareen (Customer Service) 
Belohlav, James A. (Management) 
Bemjamin, Marti (Tools of Quality) 


Bemowski, Karen (Government, MBNQA, Motivation, ‘NOM, 


Profession) 
Berkin, Michael E. (Customer Service) 
Berry, Joseph A. (Health Care) 
Bettman, Ralph B. (Management) 
Bhoraskar, J.N. (Management) 
Bieber, Owen (Labor Relations) 
Black, Sam P. (Process Improvement) 
Bobbitt Jr., Charles E. (Auditing) 
Boccacino, Michael J. (Auditing) 


Boteler, James L. (Data Quality Assurance) _ 


Bradford, William E. (NQM) . 
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Bragar, Gary (Management) 


_ Burke, Richard J. (Statistics) 
Burr, John T. (TQM) . 


Burrows, David R. (Environment) 


Caldwell, Lawrence J. (Customer Service) 


Casey, Coreen (Data Quality Assurance) 


. Chaufournier, Roger L. (Health Care) 
Chesney, Ellen (Health Care) 
* _Chignell, Mark H. (Tools of Quality) 
Christensen, Tom (Process Improvement) 
. Cleary, Barbara A. (Customer Service) 


Cleary, Michael J. (Human Resources) 
Cleary, Timothy J. (Human Resources) 


~~ Collins, Carol B. (Management) 


Collins, William H. (Management) |. 
Cormaci, April (Management). 

Cortada, James W. (Sales and Marketing) 
Davis, Robert D. (Statistics) 
Denissoff, Basile A. (Manufacturing) 
Desai, Mahesh (Customer Service) 


- Dickenson, Joan (Health Care) 


Dobbins, J.G. (SPC) , 

Durand, lan G. (Standards) 

Duwve, Kristina (Education) 

Dzus, George (Standards) 

Edgeman, Rick L. (Education) 

Erin, Tim (Problem Solving) 

Esparza, Vicente (Data Quality Assurance) 
Evans, Cheri R. (MBNQA) 


_ Fetcher, William F. (Motivation) 
Graden, Clinton J. (Data Quality Assurance) _ 


Graessel, Bob (Customer Service) 
Green, Philip E.J. (Environment) 
Grubb, Robert J. (Manufacturing) 


Hahn, Gerald J. (Shewhart Medal Sceaesameaiane Speech) 


Hailey, William A. (Education) 
Harthun, Sally M. (Customer Service) 
Havener, Clifton L. (Customer Service) 


Head, Russell F. (Auditing). 


Hittman, Jon A. (Education) 
Hohner, Gregory (TQM) 


Hon Ill, Samuel E. (Software Quality Assurance) 


Horine, Julie E.-(Education) 

Johnson, Richard S. (TQM) 

Johnson 3d, Edward C. (NQM) 
Kaminsky, Frank C. (Statistics) 

Keller, Paul A. (Equipment) 

Kelly, Tricia (Directories, Special Report) 
Keppinger, Ren (DOE) 

Kingen; Ronald G. (Customer Service) 
Kirscht, Dwight (Customer Service) 


~ Knotts Jr., Uly S. (MBNQA) 
~ Knowlton, Jeff (DOE) 


Konieczka, Richard J. (Communication) 
Lamprecht, James (International) 
Lawrence, Anita (Health Care) 
Liberatore, Ralph L. (Management) : 
Locke, John W. (Standards) 

Luther, David B. (Government) 

Lyons, Michael C. (Customer Service) 
Maki, Robert G. (SPC) 

Marquardt, Donald W. (Standards) 
McFadden, Fred R. (SPC) 

McGrath, Robert G. (Management) 


McLaurin, Donald L. (Customer Service) 


Michel, John P. (Customer-Supplier) 
Micklewright, Michael J. (Benchmarking) 
Milota, Michael R.(SPC) 

Morgan, Ronald B. (Human Resources) 


- Motwani, Jaideep (SPC) 


Mulye, R.N. (Management) | 
Murray, Colieen (Management) 
Nathanson, Craig (Self-Improvement) 
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Nonaka, Izumi (Quality Circles) 
Nordtvedt, Richard (Customer Service) 


Padgett, W.J. (SPC) 


Paranteau, Cal (Management) 
Parrish Jr., Leo G. (MBNQA) 


Parsaye, Kamran (Tools of Quality) 


Pasternak, Derick P. (Health Care) 

Peach, Robert W. (Standards) 

Pence, J.L. Pete (Software Quality Assurance) 
Phelps Kern, Jill (Sales and Marketing) : 


Picraux, Tim (Equipment) 


Powers, Jacklyn (Software Quality Assurance) 
Pratt, Melissa C. (Customer Service) - 


Ptashkin,-Barry |. (Sales and Marketing) . ae 


Pyle, James C. (Standards) 

Pyzdek, Thomas (SPC) 

Ralston, Faith (Management) 

Recker; Dennis L. (Education) 

Reep, Paul J. (Data Quality Assurance) 
Reeves, Carol A. (Health Care) 
Roberts,.Harry V. (Self-Improvement) 
Rubach, Laura (Education) 

Rubinstein, Sidney P. (Labor Relations) 
Runger, George C. (Process Capability) 


q Ryan, John (ASQC/Gallup Survey) 


Sagar, Paul (Equipment) 

Salmon, Verel R. (Education) 

Sandorf, John P. (Tools of Quality) 

Saraph, Jayant V. (Management) 

Savoie, Michael J: (SPC) 

Schargel, Franklin‘P. (Education) 

Schenck, John P. (Education) 

Schnoll, Les (Standards) 

Scriff, Joe (Equipment) 

Sebastian, Richard J. (Management) 
Shaw, James G. (Tools of Quality) 
Sheinkman, Jack (Labor Relations) 
Sheridan, Bruce M. (Service Quality Assurance) 
Shillaber, James (Customer Service) 
Simmerman, Scott J. (cl stomer Service) 
Sinha, Madhav N. (Customer Service) 
Sinn, John W. (Education) 

Skrabec Jr., Quentin R. (Customer Service) 
Smith, A. Keith (Government) 

Smith, Jack E. (Human Resources) 
Snee, Ronald D. (Process Improvement) 
Sower, Victor E. (SPC) 

Spitzer, Richard D. (TQM) 

St. Andre, Christine (Health Care) 

Stocker, Gregg D. (Tools of Quality) 


_ Stratton, Brad (Customer Service, Government, 


Labor Relations, Special Report) 


i‘ Stuelpnagel, Thomas R. (TQM) 


Swanson, Roger (Benchmarking) 
Sykes Sr., Edward G. (Standards) 
Talmanis, Cathy (Health Care) 


+ Tunnell, Jennifer M. (Customer Service) 


Tuttle, Gerard R. (Training) 
Vora, Manu K. (Customer, Service). 


-. Wacker, Katherine A. (Teamwork) 
|: Weaver, Charles N. (Teamwork) 
| Welch, Samuel C. (Performing Arts) 


Williams, Lynn R. (Labor Relations) _ 
Yoest, David T. (Training) 
Yoshida, Kosaku (Customer Service) 


“Tt keeps 


lmore than 


memories 


alive. 


_ AMERICAN HEART 
ASSOCIATION 
"MEMORIALS & TRIBUTES 


| 
1-800-AHA-USA1 


American Heart 
Association 


This space provided as a public service. 
©1993, American Heart Association 


DISTRIBUTORS 


WANTED — 
ISO 9000 Training 


Cash in on the worldwide demand for 
ISO 9000 training — as an authorized 
distributor for Perry Johnson, Inc., one 
of the world's largest and most. 
respected ISO 9000 consulting firms! 


You'll earn big profits from PJI's hot-selling 


‘seminars, workbooks and overhead 


transparency presentations on ALL 
ABOUT ISO 9000 and ISO 9000 
INTERNAL AUDITOR TRAINING. | 
You'll also handle our ISO 9000 
LEAD ASSESSOR and ISO 9000. 
IMPLEMENTATION courses, and our 
ISO 9000 QUALITY MANUAL KIT. All 
industry-leading, high-demand, field- 
proven money-makers! 


' To join our international network 


of more than 100 r = 
call Dave Peters today! 


1-800-800-0450 
or (313) 356-4410 


PERRY JOHNSON, INC. 
3000 Town Center, Suite 2960 
Southfield, Ml 48075 


10275 West Higgins Rd., Suite 380 
Rosemont, IL 60018 


PREVENT COUCH POTATOES 


Zaciewski, Robert D. (Training) Start encouraging good habits now like exercise and a low-fat diet. 
Zeidler, Pete (Customer Service) You could save wear and tear on your child’s heart. And on your chair. 

| : | |You can help prevent heart disease and stroke. We can tell you how. 
Call 1-800-AHA-USA1. 


American Heart Association 


This space provided as a service. ©1993, American Heart Association 
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